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A QUALITY PROCESS APPROACH TO ELECTRONIC SYSTEM RELIABILITY

EXECUTIVE SUMMARY

This volume (Volume 1l of Il) confirms procedures for conducting a supplier evaluation
to determine if the enterprise wide commitment to quality design and manufacturing
processes is sufficient to ensure reliable products. This evaluation should be done as
part of the proposal and source selection process for any significant contract during
any DoD acquisition phase.

The first section of this volume defines the applicability of the procedures for Quality
evaluation and provides a summary of the procedure’s content. Section Two defines
the scoring system to be used to quantify a supplier's commitment to quality
processes. Section Three summarizes each scoring category and the elements that
comprise that category.

Appendix A to this volume is a set of detailed evaluation sheets with instructions
provided for scoring every element of the quality evaluation.
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SUPPLIER CERTIFICATION AND AUDIT

1.0 INTRODUCTION CONTINUOUS
IMPROVEMENT

The Certification and Audit Process (CAP) de-

scribed within this document is a vehicle by which

the government or a defense contractor can

evaluate the continuing health of a contractor’s or

supplier's system for delivering reliable, high quality

products. The word "Quality” is used extensively

throughout this document. It describes a broad

range of activities directed at customer satistaction

and is not restricted to specific organizations or

traditional definitions.

The process utilizes the Malcolm Baldrige National
Quality Award as a model. Procedures are provided
to allow certification at three levels of conformance
to the philosophies outlined in the Malcolm Baldrige
criteria. The procedures can also be utilized for self-
assessment, to provide an opportunity for cross-
fertilization of ideas, and to serve to routinely
refocus the organization on reliability and quality.
Using the formally documented CAP worksheets and
review procedures as shown in Appendix A, a
review team is able to recognize achievements,
point out shortcomings and opportunities, and offer
recommendations for continuous improvement.

It is intended, under these procedures, that compa- CERTIFIED SUPPLIERS
nies become certified in order to continue providing
goods and services to their customers. Source
selection should consider a company's history of
customer satisfaction and the ability to deliver a high
quality product that meets customer requirements, as
well as their level of certification. Each company
should strive for continuous improvement; certifica-
tion allows formal recognition of those companies
that have demonstrated a willingness to achieve
higher levels of institutionalizing quality in all
company processes.

1.1 APPLICATION TO PRIME TRAINING THE
CONTRACTORS EXAMINERS

It is intended that the CAP be administered by a
cross functional team of four to eight (depending on
the size of the company to be evaluated) personnel
who have been trained as examiners. The team
would arrive at a consensus score for the company
being evaluated. Completing the CAP would
typically require one week. Ideally, the on-site

1
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SUPPLIER CERTIFICATION AND AUDIT

evaluation for government contractors would be
performed by a single government sponsored third
party evaluation panel whose examiners have been
trained by an agency such as the Quality Manage-
ment Branch of the Office of Management and
Budget. This agency evaluates the nominations for
the Quality Improvement Prototype (QIP) Award and
performs site visits to select the QIP winners. it also
utilizes similar evaluation criteria as the Commerce
Department utilizes in evaluating applicants for the
Malcolm Baldrige National Quality Award. The QIP
was developed as a counterpart to the Malcolm
Baldrige award to recognize government agencies
for their quality improvement efforts. The Quality
Management Branch of the Office of Management
and Budget is suggested as a focal point for the CAP
because it already represents the government in
determining QIP award recipients.

The level of certification awarded, the CAP score,
CAP assessment, and feedback is considered
proprietary, competition sensitive, and would be
provided to government customers upon written
request and approval by the affected contractor.
This information could then be used in source
selection and program administrative decisions.

1.2 APPLICATION TO SUPPLIERS TO
PRIME CONTRACTORS

For suppliers to government contractors, it is
envisioned that the evaluation would be conducted
by a single third party evaluation panel, whose
examiners have been trained in the evaluation
criteria. The supplier's CAP score, CAP assess-
ment, and feedback is considered proprietary,
competition sensitive, and would be provided to
customers upon written request and approval by the
aftected supplier. This information could then be
used in source selection and program administrative
decisions.

Since most defense contractors have a large
number of suppliers, it is not economically feasible
to require evaluation of 100% of all suppliers.
Therefore, it is recommended that primary consider-
ation be given to initially evaluate the top 20% of
suppliers that provide 80% of the value of goods
and services to the contractor.

PRINCIPAL
SUPPLIERS




SUPPLIER CERTIFICATION AND AUDIT

The procedure for certification of suppliers would
emulate the procedures envisioned by SEMATECH,
a consortium of American semiconductor companies
who have entered into an agreement called
"Partnering for Total Quality.” SEMATECH envi-
sions having an independent third party perform the
on-site visit to evaluate and certify suppliers. The
independent evaluation would be funded jointly by
all contractors belonging to SEMATECH. All
members of SEMATECH agree to utilize the resulits
of the independent third party assessment rather
than to perform their own on-site evaluations. This
procedure will greatly reduce the number of on-site
evaluations for each supplier. It also reduces the
costs associated with these numerous evaluations
for both the contractors and suppliers. The quality of
the evaluations would also improve because the
independent third party would employ a professional
evaluation team thoroughly trained and adept at
performing these assessments.

No current regulations require changing to accommo-
date the above procedures.

1.3 USE FOR SELF-ASSESSMENT

For self-assessment purposes, the CAP would
provide the most benefit if administered on a biennial
basis by a cross functional team of four to five high
level management experts from diverse parts of the

company.

1.4 USE FOR CERTIFICATION BASELINE FOR
CONTINUOUS

For certification purposes, the CAP could be utilized IMPROVEMENT

to certify the initial level of compliance to the
philosophies of the Malcolm Baldrige criteria. The
company under evaluation would submit their self-
assessment evaluation to the evaluating organiza-
tion prior to the certification visit. The reviewing
team would utilize the company’s self-assessment to
develop an image of the company's perception of its
own performance. The reviewing team's assessment
during the site visit would include a comparison of
the company's evaluation with the reviewing teams
assessment. After the certification is completed, the
company under evaluation would send it's biennial
self-assessment to the evaluating organization for
proof of continuous improvement. When the
company's self-assessment indicates achievement

3




SUPPLIER CERTIFICATION AND AUDIT

of the next higher level of certification, the evaluat-
ing organization could again, by request of the
affected company, administer the CAP to certify the
higher level of conformance.

1.5 USE FOR AUDITING

For auditing purposes, the evaluating organization
would administer the CAP to initially certify the level
of compliance, and then on a two to three year cycle
to verify the self-assessments being submitted by the
company under evaluation.

1.6 SUMMARY OF PROCEDURES MODIFIED MALCOLM
BALDRIGE AWARD
For the on-site evaluation, the team of examiners will CRITERIA

utilize the same type of process as the on-site
evaluation conducted for the QIP and the Malcolm
Baldrige award. The team will interview a cross
section of the company using a series of questions
covering the seven categories identified in the
Malcolm Baldrige National Quality Award criteria.
The Certification and Audit Process was developed
using the Baldrige criteria, modified for application to
the defense industry. The differences between the
CAP procedures and the Malcolm Baldrige proce-
dures are:

(1) ltem 1.4 Public Responsibility, in Category 1.0
Leadership, of the 1991 Malcolm Baldrige
National Quality Award was not included in the
CAP procedures. Even though this Item is
important, it was deemed not relevant to
certification for a defense contractor.

(2) The Malcolm Baldrige award process does not
include certification procedures. The CAP
contains certification procedures to allow
certification to one of three ievels depending
upon the score achieved.

(3) The Malcolm Baldrige award process depends
upon highly skilled and trained evaluators who
subjectively evaluate how well the applicant
successfully accomplishes various areas to
address under each category and item to be
evaluated. The CAP process recognizes that
the same level of skill and training for evalua-
tors will not be possible to achieve as with the
Baldrige examiners. The CAP procedures

4




SUPPLIER CERTIFICATION AND AUDIT

takes this into consideration by providing a
series of questions to be scored for each item
within the categories of the Malcolm Baldrige
examination criteria. The questions are
included in worksheets to assist the CAP
examiners throughout their evaluation. The
CAP process attempts to make the evaluation
more of an objective evaluation and less
dependent upon the subjectiveness of the
evaluators.

These procedures should not duplicate existing
certification and audit procedures that have already
been implemented or completed. Wherever
possible, preference should be given to utilizing
information contained in existing assessments.

1.7 FRAMEWORK OF THE CAP FLOWDOWN OF
REQUIREMENTS

The Certification and Audit Process consists of a

three-level framework that is modeled after the

Maicolm Baldrige National Quality Award. The

three levels of the framework are: (1) Examination

Categories; (2) Examination ltems; and (3) Questions

which cover specific areas to address. The maxi-

mum points available for all seven Categories is

1000.

1.71 EXAMINATION CATEGORIES

The following seven categories represent the major
components of a company's management system.
Each category is assigned a maximum point value
(shown in Table 1-1). The seven categories are:

Leadership

Information and Analysis

Strategic Planning

Human Resource Utilization
Assurance of Quality Products and
Services

Results

Customer Satisfaction

N RN
oo ooooo

1.7.2 EXAMINATION ITEMS

Each examination category contains two or more
examination items. There are a total of 31 examina-
tion items among the seven categories. Each item
focuses on a major element of an effective defect
reduction system. Each item is assigned a point
value. These are provided in Table 1-1.
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TABLE 1-1
Certification and Audit Procedure Examination Categories, items, and Point Values
Examination Categories and ftems Maximum Points
1.0 Leadership 100
1.1 Senior Executive Leadership 50
1.2 Quality Values 20
1.3 Management for Quality 30
2.0 Information and Analysis 70
2.1_Scope and Management of Data and Information 20
2.2 Competitive Comparisons and Benchmarks 30
2.3 Analysis of Data and Information 20
3.0 _Strategic Planning 60
3.1 Strategic Quality Planning Process 35
3.2 Quality Goals and Plans 25
4.0 Human Resource Utilization 150
4.1 _Human Resource Management 20
4.2 Employee Involvement 40
4.3 Education and Training 40
4.4 Employee Recognition and Performance Measurement 25
4.5 Emy.oyee Well-Being and Morale 25
5.0 Assurance of Quality Products and Services 140
5.1 Design and Introduction of Quality Products and Services 35
5.2 Process Quality Control 20
5.3 Continuous Improvement of Processes. 20
5.4 Quality Assessment 15
5.5 Documentation 10
5.6 Business Process and Support Service Quality 20
5.7 Supplier Quality 20
6.0 Results 180
6.1 Product and Service Quality Resuits 90
6.2 Business Process, Operational, and Support Service Quality Results 50
6.3 Supplier Results 40
7.0 Customer Satisfaction 300
7.1_Determining Customer Requirements and Expectations 30
7.2 Customer Relationship Management 50
7.3 Customer Service Standards 20
7.4 Commitment to Customers 15
7.5 Complaint Resolution for Quality Improvement 25
7.6 Determining Customer Satisfaction 20
7.7 Customer Satisfaction Results 70
7.8 Customer Satisfaction Comparison 70
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1.7.3 ITEM QUESTIONS

Each examination item includes a set of questions
which cover specific areas to address. The
questions serve to illustrate and clarify the intent of
the Items and to place limits on the types and
amounts of information to review.

During the review process, the review team
compares the companies present system to an ideal
system visualized in the Malcolm Baldrige criteria.

Previous programs have been focused on "compli-
ance to military standards"” rather than on the results
desired by the customer. An innovative approach to
achieving customer satisfaction, which shows
results, is always preferred to the traditional
approach (blind compliance to Mil Specs) that may
show poor or inconsistent results. Since no two
companies are the same, no two Quality Systems
will be exactly the same; yet both systems may be
acceptable as long as the results satisfy the
customer.

1.8 CERTIFICATION LEVELS COMMITMENT TO
QUALITY

The results are summarized into "Strengths,”

"Opportunities for Improvement,” and a total CAP

score. These are presented to the company before

leaving the facility. One of the following three

certification levels can be awarded to the company:

1.8.1 LEVEL | SUPPLIER

A Level | Supplier is a company that has demonstrat-
ed a willingness to improve the quality and reliability
of its products and services by beginning on the
path of continuous improvement.

1.8.2 LEVEL 1l SUPPLIER

A Level Il Supplier is a company who has demon-
strated significant progress in implementing a
continuous improvement program.

1.8.3 LEVEL Il SUPPLIER

A Level Ill Supplier is the most difficult level to
achieve. It indicates a partnership between the
company and the evaluating organization, and
signifies a company that has made dramatic strides
in implementing its continuous improvement

program.
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1.9 CERTIFICATION PROCEDURES SCORING QUALITY
LEVELS

Table 1-2 defines the minimum CAP score require-

ments to achieve each certification level. The

minimum score was developed from information

obtained from the Malcolm Baldrige Award Commit-

tee. Mr. Curt Reiman, Senior Executive of the

Malcoim Baldrige Award, National Institute of

Standards and Technology, states: "It is projected

that the average company in the United States would

score roughly between 100 and 200 points on the

Baldrige scale." Based upon this information, the

minimum certification level score was set as the

average of the range that the average company in

the United States is projected to score.

For the company, the benefits of certification will be
improvements in both internal and external process-
es which, in turn, result in higher quality products
and services. Following the flow of the Deming
Chain Reaction, quality will improve and operating
costs will be reduced due to less rework and scrap.

TABLE 1-2
CAP Certification and Score Requirements
Cert Level Minimum Score Required
Level | Total score of 150 or above with no

overall category average less than
12.5% of the available category score.

Level i Total score of 350 or above with no
overall category average less than 25%
of the available category score.

Level Total score of 500 or above with no

overall category average less than 35%
of the available category score.

Advancing through the Certification and Audit
Process will mean developing a closer working
relationship (partnership) with the evaluating
organization. The CAP can be utilized as a basis to
reduce the number of suppliers. This, in turn, will
reduce the administrative burden of the contracting
agency, and be very beneficial to those suppliers
who are retained due to their higher quality perfor-
mance.
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It is intended that if a company scores below 150
points, they cannot be certified and should not be
allowed to do business with the government or the
government contractor.

2.0 THE SCORING SYSTEM APPROACH, DEPLOY-
MENT, AND RESULTS

The scoring system is patterned after the Malcoim

Baldrige National Quality Award scoring system. It

is based upon three evaluation dimensions: (1)

approach; (2) deployment; and (3) results. The

following paragraphs describe the three dimensions.

2.1 APPROACH

"Approach" refers to the methods the company uses
to achieve the purposes addressed in the questions.
The scoring criteria used to evaluate the approach-
es include one or more of the following:

» the degree to which the approach is prevention
based

» the appropriateness of the tools, techniques, and
methods to the requirements

* the effectiveness of the tools, techniques, and
methods

« the degree to which the approach is systematic,
integrated, and consistently applied

« the degree to which the approach embodies
effective evaluation/improvement cycles

» the degree to which the approach is based upon
quantitative information that is objective and
reliable

» the indicators of unique and innovative approach-
es, including significant and effactive new
adaptations of toois and techniques used n other
applications or types of businesses

2.2 DEPLOYMENT
"Deployment” refers to the extent to which the
approaches are applied to all relevant areas and

activities addressed and implied in the questions.
The scoring criteria used to evalua. :ie; 'oyment

9
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include one or more of the following:

« the appropriate and effective application to all
product and service characteristics

 the appropriate and effective application to all
ransactions and interactions with customers and
suppliers of goods and services

 the appropriate and effective application to all
internal processes, activities, facilities, and
employees

2.3 RESULTS

"Results" refers to outcomes and effects in achieving
the purposes addressed and implied in the ques-
tions. The scoring criteria used to evaluate results
include one or more of the following:

« the quality levels demonstrated

* the contributions of the outcomes and effects to
improvement in defect reduction

« the rate of defect reduction improvement
» the breadth of defect reduction improvement
« the demonstration of sustained improvement

» the significance of improvements to the
company's business

» the comparison with industry and world leaders

» the company's ability to show that improvements
derive from their quality practices and actions

Table 2-1 describes the scoring guidelines for the
Certification and Audit Process.

The three dimensions (Approach, Deployment, and SCORING DETAILS
Results) will not normally apply to every question

within each item. The dimension(s) applicable to

each question are provided on the item Worksheets.

In cases where more than one dimension is applica-

ble to a question, each of the dimensions is evaluat-

ed. A weighting factor has been provided for each

question. The rating factor score times the weighting

10
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SUPPLIER CERTIFICATION AND AUDIT

factor provides the dimension score for each
question. The sum of the question scores provides
the total item Score. The Rem Scores are transferred
to the Category Summary Worksheets. The sum of
the tem Scores provide the total Category Scores.
These Category Scores are transferred to the
Certification and Audit Worksheet. The sum of the
Category Scores provides the total CAP score. A
percent score achieved for each category is also
calculated.

Each item (e.g., Senior Executive Leadership,
Quality Values, Management for Quality) contains a
series of questions whose answers are to be
evaluated and scored. One of these questions is
identified as a “supplemental” question. These
questions are intended to permit credit for data that is
germane to evaluating the ltem but not otherwise
specifically covered by the other item questions.
The supplemental questions are scored in the same
manner as all other questions. However, the
summed total score for an ltem, including the value
given to the supplemental question, cannot exceed
the maximum tem score.

3.0 EXAMINATION CATEGORY DETAILS EVALUATION DETAILS

This section describes the focus of each Category
and ltems to be reviewed for the Certification and
Audit Process.

3.1 LEADERSHIP (100 POINTS)

The Leadership category examines how senior
executives create and sustain clear and visible
quality values along with a management system to
guide all activities of the company toward quality
excellence.

3.1.1 SENIOR EXECUTIVE LEADERSHIP
(50 POINTS)

Examines the senior executives' leadership,
personal involvement, and visibility in developing
and maintaining an environment for quality excel-
lence.

3.1.2 QUALITY VALUES (20 POINTS)
Examines the company's values, how they are
projected in a consistent manner, and how adoption
of the values throughout the company is determined

12
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and reinforced.

3.1.3 MANAGEMENT FOR QUALITY (30
POINTS)

Examines how the quality values are integrated into
day-to-day leadership, management, and supervi-
sion of all company units.

3.2 INFORMATION AND ANALYSIS (70
POINTS)

The Information and Analysis category examines the
scope, validity, use, and management of data and
information that underlie the company's overall
quality management system. Also examined is the
adequacy of the data, information, and analysis to
support a responsive, prevention-based approach
to customer satisfaction built upon "management by
fact.”

3.2.1 SCOPE AND MANAGEMENT OF
DATA AND INFORMATION (20 POINTS) -
Examines the company's base of data and informa-
tion used for planning, day-to-day management and
evaluation of quality improvement efforts, and how
data and information reliability, timeliness, and
access are assured.

3.2.2 COMPETITIVE COMPARISONS AND
BENCHMARKS (30 POINTS) - Examines the
company's approach to selecting quality-related
competitive comparisons and world-class
benchmarks to support planning, evaluation, and
improvement.

3.2.3 ANALYSIS OF DATA AND INFORMA-
TION (20 POINTS)

Examines how data and information are analyzed to
support the company's overall quality objectives.

3.3 STRATEGIC PLANNING (60 POINTS)

The Strategic Planning category examines the
company's planning process for achieving or
retaining quality leadership and how the company
integrates quality improvement planning into overall
business planning. Also examined are the
company's short-term and longer-term plans to
achieve and/or sustain a quality leadership position.

13
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3.3.1 STRATEGIC QUALITY PLANNING
PROCESS (35 POINTS)

Examines the company's strategic planning process
for short-term (1-2 years) and longer-term (3 years or
more) quality leadership and customer satisfaction.

3.3.2 QUALITY GOALS AND PLANS (25
POINTS)

Examines the company's goals and strategies and
the principal quality plans for the short-term (1-2
years) and longer-term (3 years or more).

3.4 HUMAN RESOURCE UTILIZATION (150
POINTS)

The Human Resource Utilization category examines
the effectiveness of the company's efforts to develop
and realize the full potential of the work force,
including management, and to maintain an environ-
ment conducive to full participation, leadership, and
personal and organizational growth.

3.4.1 HUMAN RESOURCE MANAGEMENT
(20 POINTS)

Examines how the company's overall human
resource management effort supports its quality
objectives.

3.4.2 EMPLOYEE INVOLVEMENT (40
POINTS)

Examines the means available for all employees to
contribute effectively to meeting the company's
quality objectives; examines trends and current
levels of involvement. '

3.4.3 EDUCATION AND TRAINING (40
POINTS)

Examines how the company decides what quality
education and training is needed by employees and
how it utilizes the knowledge and skills acquired;
examines the types of defect reduction education
and training received by employees in all employee
categories.

3.44 EMPLOYEE RECOGNITION AND
PERFORMANCE MEASUREMENT (25
POINTS)

Examines how the company's recognition and
performance measurement processes support
quality objectives; examines trends in recognition.

14
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3.4.5 EMPLOYEE WELL-BEING AND
MORALE (25 POINTS)

Examines how the company maintains a work
environment conducive to the well-being and growth
of all employees; examines trends and levels in key
indicators of well-being and morale.

3.5 ASSURANCE OF QUALITY PRODUCTS
AND SERVICES (140 POINTS)

The Assurance of Quality Products and Services
category examines the systematic approaches used
by the company for assuring reliability and quality of
goods and services based primarily upon process
design and control, including control of procured
materials, parts, and services. Also examined is the
integration of process control with continuous
quality improvement.

3.5.1 DESIGN AND INTRODUCTION OF
RELIABLE PRODUCTS AND SERVICES (35
POINTS)

Examines how new and/or improved products and
services are designed and introduced and how
processes are designed to meet key product and
service reliability and quality requirements.

3.5.2 PROCESS QUALITY CONTROL (20
POINTS)

Examines how the processes used to produce the
company's products and services are controlled.

3.5.3 CONTINUOUS IMPROVEMENT OF
PROCESSES (20 POINTS)

Examines how processes used to produce products
and services are continuously improved.

3.5.4 QUALITY ASSESSMENT (15 POINTS)
Examines how the company assesses the reliability
and quality of its systems, processes, practices,
products, and services.

3.5.5 DOCUMENTATION (10 POINTS)
Examines documentation and other modes of
knowledge preservation and knowledge transfer to
support reliability and quality assurance, assess-
ment, and improvement.

15




SUPPLIER CERTIFICATION AND AUDIT

3.5.6 BUSINESS PROCESS AND SUPPORT
SERVICE QUALITY (20 POINTS) - Examines
process quality, quality assessment, and quality
improvement activities for business processes and
support services.

3.5.7 SUPPLIER QUALITY (20 POINTS)
Examines how the reliability and quality of materials,
components, and services furnished by suppliers is
assured, assessed, and improved.

3.6 RESULTS (180 POINTS)

The Results category examines quality levels and
improvement based upon objective measures
derived from both analysis of customer requirements
and expectations, and from analysis of business
operations.

3.6.1 PRODUCT AND SERVICE QUALITY
RESULTS (90 POINTS)

Examines trends in current reliability and quality
levels for key product and service features; exam-
ines the company's knowledge of its current levels
with those of competitors and world leaders.

3.6.2 BUSINESS PROCESS, OPERATION-
AL, AND SUPPORT SERVICE QUALITY
RESULTS (50 POINTS)

Examines trends in quality improvement and current
quality levels for business processes, operations,
and support services.

3.6.3 SUPPLIER RESULTS (40 POINTS)
Examines trends and levels in quality of supplies
and services furnished by other companies;
examines the company's knowledge of its supplier
quality with that of competitors and with key
benchmarks.

3.7 CUSTOMER SATISFACTION (300
POINTS)

The Customer Satisfaction category examines the
company's knowledge of the customer, overalil
customer service systems, responsiveness, and its
ability to meet requirements and expectations. Also
examined are current levels and trends in customer
satisfaction.

16
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3.7.1 DETERMINING CUSTOMER REQUIRE-
MENTS AND EXPECTATIONS (30 POINTS)
Examines how the company determines current and
future customer requirements and expectations.

3.7.2 CUSTOMER RELATIONSHIP
MANAGEMENT (50 POINTS)

Examines how the company provides effective
management of its relationships with its customers
and uses information gained from customers to
improve products and services as well as its
customer relationship management practices.

3.7.3 CUSTOMER SERVICE STANDARDS
(20 POINTS)

Examines the company's standards governing the
direct contact between its employees and customers
and how these standards are set and modified.

3.7.4 COMMITMENT TO CUSTOMERS (15
POINTS)

Examines the company's commitments to customers
on its explicit and implicit promises underlying its
products and services.

3.7.5 COMPLAINT RESOLUTION FOR
QUALITY IMPROVEMENT (25 POINTS)
Examines how the company handles complaints,
resolves them, and uses complaint information for
quality improvement and for prevention of recur-
rence of problems.

3.7.6 DETERMINING CUSTOMER
SATISFACTION (20 POINTS)

Examines the company's methcds for determining
customer satisfaction, how satisfaction information is
used in quality improvement efforts, and how
methods for determining customer satisfaction are
improved.

3.7.7 CUSTOMER SATISFACTION
RESULTS (70 POINTS)

Examines trends in the company's customer
satisfaction and in indicators of adverse customer
response.

17
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3.7.8 CUSTOMER SATISFACTION
COMPARISON (70 POINTS)

Examines the company's comparison of its customer
satisfaction results and recognition with those of
competitors that provide similar products and
services.
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ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 1.0 Leadership

ITEM: 1.1 Senior Executive
Leadership

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

-

w)

(FxW)

1.  Has senior management developed
and published a mission and vision
statement?

Approach:

2. Has senior management developed
and published a quality policy that
focuses on continuous
improvement?

Approach:

3. & ihere evidence that senior
‘ maﬁlagte’ym&nt is committed to the
eir personal participation
&o plczmﬁng activities, employega
recognition, attendance in education
courses, and periodic reviews?
: Approach:
4.  Isthere evidence that employees are
aware of, and fully understand, the

licy?
poNy Deployment:
5. Has the policy been wide
distn'butgg, ) ted in all :vyork areas,
and perso explained by

management
Deployment:

1.0

1.0

1.0

1.0

1.0
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ITEM WORKSHEET

ORQGANIZATION:

S
DATE: ’g
. . RATING

CATEGORY: 1.0 Leadership FACTOR (F) = "
ITEM: 11 Senior Exccutive |8

Leadership @
No. QUESTION o] 3]s] 7 ]10f(wW](FxW)
Supplemental:

Credit for senior excutive

involvement, visibility, and a ach
(in developi andmamtamgggn

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 50 ]
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ITEM WORKSHEET

ORGANIZATION:

5
DATE: §
CATEGORY: 10 Leaderkip RATING ) ; .
ITEM: 12 Quality Values 2l 8
E < @D
No. QUESTION 8| 68]7[|10] (W] (Fxw)

1L Istheteevideneetqindicatethat

ices that meet

customer requirements i f the
mennmthofthceol::g:x}y%

Approach:

2. Are concepts such as defect
reduction and continuous
improvement? emphasized by
management

Approach:

3. Isthe i quali
mkmm o i
meetings, and company
communications?

Deployment:

4.  Is there evidence of a systematic
process for evaluating the adoption
of the policy’s values by employees?

Approach:
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ITEM WORKSHEET

ORGANIZATION: 3
DATE: §
RATING
CATEGORY: 1.0 Leadership FACTOR (F) - w
ITEM: 12 Quality Values § 3
@
No. QUESTION o|s]s] 7 ]|10](w](Fxw)
5.  Arerecognition programs in
edstencethato::gmrd employees for
exhibiting behavior consistent with
the quality values of the company? ‘
Approach: )
Supplemental:
Credit for the company’s quali
values jected
e
the company are de: d
meovexedmab:ee
questions. ibe Specifics.
Approach: 32
Deployment: 08
The total ts to Item 1.2 is
2 points assigned
ITEM S8CORE =~ S8UM OF COLUMN (FxW) [Tota! cannot exceed 20 |
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ITEM WORKSHEET

ORGANIZATION: «
DATE: §
. RATING w
CATEQORY: 1.0 Leadership FACTOR (F) = “
o o«
ITEM: 13 Management for = Q
Quality | 8
No. QUESTION o| 3| 6] 7 ]10] (W] (Fxw)
1. Has t developed and
issved a Strategic Quality
Management Plan?
Approach: 3
2.  Does the Plan define short
term and long term and
strategies?
Approach: 3
3. Does the plan include employee
involvemel:n and pa:ﬁcipal:ion in
functional and cross-functional
teams?
Approach: 3
4. Arc management ibilities
and t dates clearly defined for
 targe y
Approach: 3
- 5. Does the plan incogomte
management control systems to
evaluate ess against specific
goals and targets?
- Approach: 3

A-6
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ITEM WORKSHEET

ORGANIZATION: «
DATE: {(3
CATEGORY: 10 Leadership RTINS () ; .
o c
ITEM: 13 mqamem for g §
No. QUESTION o] 3]s]7]|10](w](Fxw)
s m ific mease:"atb'lle‘:g:httl;ey
goan? Approach: 3
7.  Are systems and m that
m ted in all areas
of the company? Deployment: 3
quality in all areas of the company? 3
Approach:
9. Are the overall audit and
" recommendations evaluated and
reviewed by company management? 3
Approach:
10. Is there evidence that the audit
fin and recommendations
actions by maragementt
Approach: 3

A-7
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ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 1.0 Leadership RATING

FACTOR (F)
ITEM: 13 Management for
Quality

WEIGHT FACTOR

SCORE

No. QUESTION 0]8]6]7]10](W

(FxW)

Supplemental:

Credit for the quality values (how
they are integrated into day-to-day
ip, management, and

The total points assigned to Item 1.3 is
30 points.

ITEM SCORE » SUM OF COLUMN (FxW) [Total cannot exceed 30 ]
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CATEGORY SUMMARY WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 1.0 Leadership

ITEM SCORE
SUM OF (FxW)

(From Item Worksheet)

No. ITEM

o_—
—
b 4

1.1 Senior Executive Leadership
1.2 Quality Values

1.3 Managément for Quality

CATEGORY SCORE = [SUM Column (1)]
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ITEM WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 2.0 Information and
Analysis

ITEM:2.1 Scope and Management of
E Data and Information '

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. " QUESTION 0

10

—

W)

(FxW)

1. Are key reliabilty and quality metrics
(&o;?n busme?s areas) used to
measure performance and evaluate
progress against specific goals and
targets?

Approach:

2 1l!),;m the data collectetg provige a
istorical ive for tren
al perspective
Approach:

3. Isthe data in a suitable form to use
in driving corrective actions for
defect reduction? '

Approach:

4. Isthe data reviewed at managment
ings and is there evidence that
corrective actions are assigned based

upon the data?
Approach:

5. Isasystem in place to adequate
comgsunicatelt’he data toexﬂl Y
employees so they can follow
progress versus goals and measure
trends?

Approach:

A-10
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ITEM WORKSHEET

ORGANIZATION:
DATE:

RATING
CATEGORY: 20 Information and FACTOR (F)

ITEM:2.1 Scope and Management of
Data and Informgg‘l:n

WEIGHT FACTOR

SCORE

No. QUESTION olslsl|z?

10

(W)

(FxW)

6. Is data collected to measure areas
such as cost-of-failure (both internal
and external), cost-of-assessment,
and cost-of-prevention?

Approach:
7.  Are there organizational action
plans to reduce these costs?
Approach:

8.  Is the data perceived to be accurate
by the user and are le using the
data for decition making?

Approach:

9. Is customer failure and field
performance data captured and
used for corrective action?

Approach:

10. Are computers used in all business

areas to capture, track, and analyze
this data? .
Approach:

A-11
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ITEM WORKSHEET

ORGANIZATION:
DATE:

. RATING
C.ATEGORY: 2.0 lnformptxon and FACTOR (F)

ITEM:21 Scope and Management of
Dataandlnformaﬁ::n ¢

WEIGHT FACTOR

SCORE

No. QUESTION ol sl sl 7 1ol W | Fxw)

-

Supplemental:

Credit for the co. ’s base of
data and information (how they are
used in planning, day-to-day
management, and evaluation of

ity; and how data and
information relaibility, timeliness,
and access are assured) not covered
in above questions. Describe

specifics. Approach: 4

The total points assigned to Item 2.1 is
20 points.

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20 )
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ITEM WORKSHEET

ORGANIZATION: x
s DATE: S
RATING b
CATEGORY: 2.0 Informit;tion and FACTOR (F) = "
ITEM:2.2 Competitive Comparisons and "u?j Q
Bencﬁmxks = 3
No. QUESTION ol3]|s] 7 ]|10] (w)](Fxw)
1.  Isthere evidence of a systematic
process for selecting competitive
organiug;ons for comparison
purposes
Approach: 1.5
2.  Are there clear guidelines for
benchmarking and how the collected
data is to be used for improvement?
Approach: 1.5
Supplemental:
Credit for the com; ’s approach
(to selecting qualit;::{ateg P
competitive comarisons and world-
class benchmarks to supgort quality
planning, evaluation, ani
mprovement) not covered in above
questions. Describe specifics.
Approach: .6
| The total points assigned to Item 2.2 is
30 points. .
ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 30 ]
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ITEM WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 20 Information and
Analysis

ITEM:2.3 Analysis of Quality Data and
Information

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

W)

-

(FxW)

Have costs of quality been
calculated and evaluated as a
benchmark for business functions?

Deployment:

Do these costs include ntion
anda isal costs and external and
int failure costs?

Approach:

Is cost of quality r reported
to, and monitotxyed g;, mlynag%oment?

Approach:

Isthecostofquah‘guscdasa
management tool for monitoring the
effectiveness of the quality
management system, identifying
problem areas, and establishing
defect reduction and cost objectives?

Approach:
Is management aware of changes in

the cost of quality?
Approach:

A-14
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ITEM WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 2.0 Information and
Analysis

ITEM:23 Analylk of Quality Data and

Information

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

o~

w)

(FxW)

10.

Are the effects of the cost of quality
on product price or manufacturing
cost objectives known?

Approach:

Is there evidence that, if the cost of
g:amyincteasesforapmular
partment or function,
managementfollow-upand
corrective actions occur?

Approach:

Is there evidence that the impact of
and k:;mntc:rmeasuws()f hal‘;ish?d

toi Improve :Pects Ie

or quality are d? 1y

Approach:

Is there evidence that defect
reduction projects have resulted in
improved cycle time?

Approach:

Isthereevndencethattheanalymsof

quality data has resulted in

and im ents in the tygs
data collected and in the reliabiilty
of data.

Approach:

A-15
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ITEM WORKSHEET

ORGANIZATION:

S
DATE: S
. RATING w
CATEGORY: 20 Information and FACTOR (F) % "
ITEM:23 mﬁognQuaﬁtyData and = S
E 4 @
No. QUESTION o|3]|6] 7 |10} (w)](Fxw)
Supplemental:
Credit for the company’s approach
(to analyzm‘g data and info?r‘r,lation
to support the company’s overall
quality objectives) not covered in
above questions. Describe specifics.
Approach: 4

The total points assigned to Item 2.3 is 20
points.

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20 ]
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CATEGORY SUMMARY WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 2.0 Information and Analysis

ITEM SCORE
SUM OF (FxW)
(From Item Worksheet)

No. ITEM

)

2.1 Scope and Management of Quality Data
and Information

2.2 Competitive Comparisons and Benchmarks

2.3 Analysis of Quality Data and Information

CATEGORY SCORE = [SUM Column ()]

A-17
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ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 3.0 Strategic Planning

| : 3.1 Strategi i
TEM tegic Quality Planning

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(w)

(FxW)

1. Does the quality management plan
require:
Approach:

. a. Satisfying the customer’s
requirements and expectations?

b. Prevention-based management
systems?

¢. Total management
participation?

d. Management control systems?

f. Customer icipation and
fmk?panmpa

g- Competitive benchmarking?

2.  Does the management plan require
employee involvement and
m:panon in teams (within

ions, cross-functional, and with
external groups)?
Approach:

A-18
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ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 3.0 Strategic Planning aron ()

WEIGHT FACTOR

SCORE

ITEM: 3.1 Stra Quality Plannin,
tegic ty 8

Nd. QUESTION ol s| stz i10] (w)](Fxw)

3. Does the management plan include

improvement such as:
Approach: 3

a. Procedures to update the plan?

b. Anaudit plan?

¢. Modification of job descriptions
and performance reviews to
reflect quality improv=ment
objectives and goals?

d. Prevention-based design of new
products and services

e Ongoingeduc;non

£ Prevention-based problem
solving?

8- Reducing process variation?

4.  Are planning and goal-setting q
mcludl anm:::'in e -

organization?
Approach: )
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

6
DATE: §
. . RATING -
CATEGORY: 30 Strategic Planning FACTOR (F) - .
«
ITEM: 3.1 Strategic Quality Planning g | 8
Process 5 @
No. QUESTION 0] 3167 |10](W)|(FxW)
5.  Are quality improvement goals,
strategies, a:g issues addressed in
the long-term and short-term
(annual) strategic quality plan? P
Approach:
6. Are customer ments
ide and used in
ing the goals and plans for
the tion?
Approach: S
7.  Is benchmarking data utilized
means of setting goals:nd sta:z:rds
during the planning cycle? P
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 30 Strategic Planning

ITEM: 3.1 Strategic Quali i
tegic ty Planning

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

o

W)

(FxW)

Supplemental:
C:edit for the company’s strategic

goals
ugag customer
ction are d

mdndedmshortandlong-term
plamznoteove:edmabove
Describe specifics.
Approach:

The total points assigned to Item 3.1 is
38 paints.

ITEM SCORE « SUM OF COLUMN (FxW) [Total cannot exceed 35 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 3.0 Strategic Planning

ITEM: 3.2 Quality Goals and Plans

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

-

w)

(FxW)

1.  Are goals identified in the strategic
plan challenging and written

enough to allow one to

tell whether or not they have been

accomplished?
P Approach:

2. Are the levels of resources dedicated
to the plans realistic?
Approach:

3. Istheremdeneethatthc plans are

i}:rpmprult:ek: lgvlieo{iegf empla;eu and,
app.

ropriate, to suppliers

Deployment:

4.  Are expected benefits from quality
improvement efforts described, and
is evidence that the described

" benefits will occur if the quality
improvements are met?

Approach:

5.  Are benchmarking comparisons of
projected changes in quality levels
used in setting goals and objectives?

Approach:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 3.0 Strategic Planning FACTOR (F]

ITEM: 3.2 Quality Goals and Plans

WEIGHT FACTOR

SCORE

o

No. QUESTION o] 3]s] 7 }10]w](Fxw)

Supplemental:

Credit for the company’s goals and-
strategies (the content of the goals
and the strategies for achieving them
- for the short and long term) not
covered by the above questions.
Describe specifics.

Approach: 4
Deployment: d

The total points assigned to Item 3.2 is
25 points.

ITEM SCORE » SUM OF COLUMN (FxW) [Total cannot exceed 25 ]
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SUPPLIER CERTIFICATION AND AUDIT

CATEGORY SUMMARY WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 3.0 Strategic Quality Planning

ITEM SCORE
SUM OF (FxW)
(From ltem Worksheet)

No. ITEM

(1)

3.1 Strategic Quality Planning Process

3.2 Quality Goals and Plans

CATEGORY SCORE = [SUM Column (1)]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

S
DATE: §
. 40 R RATING w
CATEGORY 8&% onesouxee FACTOR (F) % w
ITEM: 4.1 Human Resource Management g S
@
No. QUESTION als| 7 |10] w)]Fxw)

1. Does the management plan address
training, experience, and
competence needs?

Approach:

2 improvement
requge t¥1ts identified in individual
employee ga.ls, and are they held

mpmvements?
Approach:

3 I there a system for id ing
needs and methods for
iding the education,

owledge, and skills?
Approach:

4, Dcesule the human resources plan
identify strategies to increase
mdn%al mgllvement and
effectiveness in the quality
improvement proem?
Approach:

5. Are human resource plans
developed as part of the overall -

strate }Jlanmng process for the
Approach:

A-25




SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: «
DATE: Q
. | RATING w
CATEGORY: 4.0 ll-}umm:l cI}:source FACTOR (F) k w
o
ITEM: 4.1 Human Resource Management & 9
3 7]
No. QUESTION 0] 36| 7 |10] (W)]|(FxW)
Supplemental:
Credit for human resource
management (how the company’s
overall human resource
management effort supports its
:Luality objectives) not covered by
e above questions. Describe
specifics.
Approach: 8

The total points assigned to Item 4.1 is
20 points.

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: 3
| DATE: §
. RATING u
CATEGORY: 40 tuman Resource FACTOR (F) ] w
[
ITEM: 4.2 Employee Involvement g S
= A
No. QUESTION s|]s6] 7 j10]w](Fxw)
1. Are t the 4
processes
Deployment:
2.  Is there a systematic method to
authorize process changes?
‘ Approach: 4
3. Ane involved in some
nt ptooeses such
telauonshxps,
m of noneonformances?
Approach: 4
4.  Are staff functions evaluated and
rated on the level of internal ,
customer satisfaction?
Approach: 4
5.  Are internal/external customers
involved on teams throughout the
organization?
Deployment: 4
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: -3
DATE: g
w
CATEGORY: 40 Human Resource RATING -
¢ Pyt FACTOR (F)
Utilization z u
ITEM: 42 Employee Involvement g ]
]
No. QUESTION a|s] 7 ]10] (w](Fxw)
6. Is there increased evidence of the
use of multi-disciplined teams over
the last several years?
Approach: 4
7. Is there evidence of a clear plan to
increase the empowerment of
employees?
Approach: 4
8. Have measurement indices been
identified for evaluating the
effectiveness of emplo;ee
involvement strategies
Approach: 4
9. Do the employees agree with
e%ggout ge degree of
empowerment they really have?
Approach: 4
10. Are there positive trends in:
Approach: 4

a. the number of employee
suggested improvements?
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

] RATING
CATEQORY: 40 g&‘@:“.""“ FACTOR (F)

ITEM: 4.2 Employee lnvolvement

WEIGHT FACTOR

SCORE

No. QUESTION o|s]s]7]10

-—

W)

(FxW)

b. the percentage of employees
who submittas%eggesﬁogs

c. the acceptance of suggestions
and awards distributgcgl that are
based upon suggestions?

d. the data indicating degree of
empowerment?

Supplemental:

Credit for employee involvement
(how the means available for all
employees to contribute effectively
to meeting the comgany’s quality
objectives; review of trends and
current levels of involvement) not
covered by the above questions.

Describe specifics.
Approach: 3

Deployment: 1

The total points assigned to Item 4.2 is
40 points.

ITEM S8CORE = SUM OF COLUMN (FxW) {[Total cannot exceed 40 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

o«
(o]
DATE: S
] RATING u
CATEGORY: 40 Human Resource area® |t | u
. o | <
ITEM: 43 Education and Training E 9
@
No. QUESTION o] 8|5]7]10](w](Fxw)
1. Arenew agd u't:ensferred employees
trained and is the training
documented?
Approéch: 4
2. Isthere a program of continued
education to enhance or broaden
functional skills?
Approach: 4
3. - Are personnel trained (initial and
&jodic ?refruher) on the processes
use
Approach: 4
4.  Are quality training needs for all
functions and levels of employees,
including executives identified?
Approach: 4

5.  Have supervisors and managers
been tramed on quality 8
improvement tools and concepts?

Approach:

6.  Are specific training needs for new
and existing employees over the next
3-5 years defined?
Approach:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 40 Human Resource
Utilization

ITEM: 4.3 Education and Training

RATING

~ FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(W)

(FxW)

7. Is there evidence that
training/education courses are

Approach:

8 Istherea trend over the last
few years in the resources allocated
gpy'iwyee;umanywzainedtddth

and the
hours o loy:mml thgoals
versus the
oftheg;:gﬁon?
‘ Approach:

9. Are employees provided adequate
ﬁmewpracﬁeeandxsoﬁthe
on the job after formal
training is completed?
‘ . Approach:
10. Is there a successful program in
e:dstleneetgrein:foreeandreyard
oyees® use of these quali
;nnlp’;ovementtookltechmque%
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 4.0 Human Resource RATING
Utilization FACTOR (F)

ITEM: 43 Education and Training

WEIGHT FACTOR

SCORE

No. QUESTION ol sls] 7 ]|10](w](Fxw)

Supplemental:

Credit for education and training
(how the company decides what
quality education and training is
needed by emp and how it
utilizes the knowledge and skills
acquired) not covered by the above
questions. Describe specifics.

Approach: 3

The total ts as toItem43is
- points assigned

ITEM SCORE = S8UM OF COLUMN (FxW) [Total cannot exceed 40 )
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 40 HumanResource

Utilization

ITEM: 44 Recognition and
Ergmmueamem

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

-

W)

(FxW)

1.

Does the i
aganhdomn:omu

Mﬁ&ﬂ"m group nv:ards and
recognition?
Approach:

Is there in existence a
measurement system for all levels of
employees that ensures
impmvemt?m

Approach:

Is there evidence that at
mmmmﬁm

are involved in the development of
m',mmsandjobs? for
Approach:

Is there an increasing trend over the
last few years in the number of
individual employees who have
received recognition?

Approach:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. RATING
CATEGORY. 4.0 Humanﬁok:souree FACTOR (F)

ITEM: 44 Recognition and
m Measurement

WEIGHT FACTOR

SCORE

No. QUESTION o]3]s]z7]10

—

w)

(FxW)

The total points assigned to Item 4.4 is
25 points.

{TEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 25 ]
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wﬁ—
SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 40 Human Resource
Utilization

ITEM: 4.5 Employee Well-Being and Morale]

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(W)

(FxW)

1L Are well-being and
mot:lemm routinely included in
quality improvement activities?
Approach:

3. Are non-work related special
services ided to loyees
~ (counse reaun::i cultural,
non-work related education, etc.)?

Approach:

4.  Does the company have an active
system in place to determine and
;x:vt:?‘;eteployecsaﬁsfacﬁon

ch:
Does the com mm
5. totrendsand inkc;indicaton
of well-being and morale

Approach:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 40 Human Resource
Utilization

ITEM: 45 Employee Well-Being and Morale

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

(W)

(FxW)

Supplemental:

Credit for additional company
activities to maintain a work
being 20 growEh O Al splopecs
of all em es
whicg are not covered by tge above

questions. Describe specifics.
Approach:

The total points assigned to Item 4.5 is

25

points.

ITEM SCORE » S8UM OF COLUMN (FxW) [Total cannot exceed 25 ]
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SUPPLIER CERTIFICATION AND AUDIT

CATEGORY SUMMARY WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 4.0 Human Resource Utilization

ITEM SCORE
SUM OF (FxW)
(From Item Worksheet)

No. ITEM

a_—
—
b 4

4.1 Human Resource Management

4.2 Employee Involvement

4.3 Education and Training

4.4 Employee Recognition and Performance
Measurement

4.5 Employee Well-Being and Morale

CATEGORY SCORE = [SUM Column (1)] |
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. RATING

ITEM: 5.1 ign and Introduction of
. Products and Services

WEIGHT FACTOR

SCORE

No. QUESTION o}j3}6})7

10

o

w)

(FxW)

1. Do policies and ures exist
that define the lopment of new
products and services, and do th
result in clearly defined project p
with appropriate measurabies and
reviews

Approach:

2. Is benchmarking used to evaluate
new products and services in
comparison to best-in-class?

Approach:

3. Isthere a process to fully define,
document, and translate into desi.
parameters all customer satisfaction
requirements which are based upon
customer inputs?

Approach:
Deployment:

4.  Are key parameters of critical
processes used to produce new
products, fully quantified and
qualified before production volumes
are produced?

Approach:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 50 Assurance of Quality
Products and Services

ITEM: s1 ign and Introduction of
Products and Services

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION ol 3] 5| 7 110] (W)} (Fxw)

-—

S. Isthere evxdencethatprcvenuon
basedduxlgntoohareusedto
e

Approach: S

6.  Are new manufacturing processes
developed concurrenﬂg with the
design and are they controlled to
ensure consistent reproducibility?

Approach: S5

7. Are design reviews conducted on a
scheduled basis and do they properly
address the process capal
md:eesofcnncalcharactemm?

Approach: 2
Deployment: 3
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r
SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. : RATING

ITEM: 5.1 ign and Introduction of
Producis and Services

WEIGHT FACTOR

SCORE

No. QUESTION oj]als] 7|10

L)

w)

(FxW)

Supplemental:

Credit for Design and Introduction
of Quality and Services
(how new and/or improved products
and services are designed and
mtrodueed and how processes are

gned to meet key product and
semce tah ty requirements) not

the above questions.

Describe specifics.

Approach: S
Deployment: 2

The total points assigned to Item 5.1 is
35 points.

ITEM SCORE = S8UM OF COLUMN (FxW) [Total cannot exceed 35 |
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et
SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

No. QUESTION o13}|6]7

S
DATE: §
CATEGORY: 5.0 Assurance of Quali RATING -
P oo Semvied FACTOR (F) g "
ITEM: 5.2 Process Quality Control o S
E 3 D
10 | (W) | (Fxw)

1.  Are processes within the design and
manufacturing areas controlled, and
have actions taken place to
streamline and reduce cycle time of
the processes?

Approach:

' Deployment:

2.  Is the approach in design and
manufacturing focused on defect
prevention rather than defect
detection?

Approach:

Deployment:

3. . Are control mechanisms used to
ensure that processes stay within
specified tolerances or guidelines?

: Approach:
Deployment:
4. Do procedures exist, and are they
to verify that corrective
measures or actions produce the

desired effects?
Approach:

Deployment:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 5.0 Assurance of Quality
Products and Services

ITEM: 5.2 Process Quality Control

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(W)

(FxW)

Supplemental:

Credit for Process Quality Control
gow the processes used to produce
e company’s products and services
are controlled) not covered in the
above questions. Describe specifics.

Approach:
Deployment:

The total points assigned to Item 5.2 is
20 points.

15

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20}
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: « |
DATE: '{(,

] . RATING u
CATEGORY: 5.0 Assu;a&c:;:é (S)e“:nl'nczs FAGTOR (F) - w
ITEM: 53 Continuous Improvement of g S

Processes 3 @D
No. QUESTION ol 3| s 7 [10] (W) ](Fxw)
1.  Are design and manufacturing
processes periodi reviewed and
are there provisions for continuous
improvement?
Approach: 15
Deployment: 25
2.  Are process changes communicated
to the employees and supervisors
who actually operate the processes?
Approach: 15
Deployment: 25
3. Is data used to continuously improve
processes?
Approach: 1S
Deployment: 25
4. Is benchmark data used as a stimuli
for identifying opportunities for
continuous improvement of
processes?
Approach: 15
Deployment: 25
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: z
DATE: §
A . RATING -
CATEGORY: 5.0 m a:cg (S)eurtxhctzs FACTOR (F) = u
o @x
ITEM: 53 Continuous Improvement of o S
Processes 3 @
No. QUESTION 3| 6|7 [10] (W] (Fxw)
s. Ii:lthere evidence that continuous
ment is a primary
philosophy used tllzatoughout the
organization?
Approach: 4
Supplemental:
Credit for Continuous Improvement
of Processes (how processes used to
produce products and services are
continuously improved) not covered
in the above questions. Describe
specifics.
Approach: 15
Deployment: 25

The total points assigned to Item 53 is

20 points,

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20 }

A-44




SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

: 3.0 Assurance of Quali
CATEGORY Productscea:d Scrvictgs

ITEM: 5.4 Quality Assessment

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(W)

(FxW)

1.  Are periodic, routine audits
conducted (throughout the design
and manuf: ing cycle) by
a}apropriate functional management
clements to ensure technical
adequacy of the design and
manufacturing processes in meeting
the cuscomer requirements?

Approach:
Deployment:
2.  Is there evidence of timely corrective
actions being implemented as a
result of the audits?
Approach:
Deployment:
3.  Are audit findings communicated to
the employees in the functions
affected?
Approach:

Deployment:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 50 Assurance of Quality
Products and Services

ITEM: 54 Quality Assessment

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

—

W)

(FxW)

Supplemental:

- Credit for Quality Assessment (how
the company assesses the quality of
its systems, processes, practices,
products, and services) not covered
in the above questions. Describe
specifics.

Approach:
Deployment:

The total points assigned to Item 5.4 is
15 points.

ITEM SCORE = SUM OF COLUMN (FxW) {Total cannot exceed 15 |
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

+ 5.0 Assurance of i
CATEGORY fssuranc mm

ITEM: 5.5 Documentation

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

(w)

(FxW)

1

Is there a plan that provides for the
proper identification, distribution,
collection, retention, and
maintenance of ity related
documents and data?

Approach:

Is there a tic process for

analyzing m and u i
documentation to reﬂectp:l:en:‘\;rrent

status of equipment, facilities,
producu,mservicu?
Approach:

Supplemental:

Credit for Documentation (How
knowledge preservation and transfer
are used to support i

assurance, ty assessment, and
quality improvement) not covered
in the above questions. Describe
specifics.

Approach:

The total points assigned to Item 5.5 is
10 points.

ITEM SCORE = S8UM OF COLUMN (FxW) [Total cannot exceed 10 )
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

DATE:
CATEGORY: 5.0 Assurance of Quality RATING
Products

ITEM: 5.6 Business Process and Support
Service Quality

and Services FACTOR (F)

WEIQHT FACTOR

SCORE

No.

QUESTION ols]ls]7?

10

-

w)

(FxW)

1.

Has analysis been accomplished to
identify internal customer
requirements and expectations?

Have standards and measures been
developed based upon internal
customer requirements?

Are procedures and mechanisms in
key variables
associated with quality?

place to control

Are there procedures in place to
ensure that internal customer
requirements are considered during
reviews and updates of internal

processes?

Deployment:

Approach:
Deployment:

Approach:

Approach:
Deployment:

&

A5
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
, DATE:

CATEGORY: 50 Assurance of Quality

ITEM: 5.6 Business Process and rt
I C Suppo!

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

-—

W)

(FxW)

S. Isthere evidence that review of
internal customer requirements have
resulted in process improvements?

Approach:

Snpplex_nentll:

Credit for Business Processand
Support Service Quality (how quality
assurance, assessment, and
quality improvement activities of
products and services are produced
and delivered) not covered in the
above questions. Describe specifics.

Approach:
Deployment:

The total points assigned to Item 5.6 is
20 points.

15

ITEM S8CORE * SUM OF COLUMN (FxW) [Total cannot exceed 20 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

DATE:

CATEGQORY: 5.0 Assurance of Quality RATING
Products i

cofuatty | FacTor ;)
ITEM: 5.7 Supplier Quality

WEIGHT FACTOR
CORE

8

No. QUESTION o|ls|slz7]10 (FxW)

S

1. s there a supplier certification
in existence that is based
upon customer satisfaction and
continuous improvement?

Approach: 3
2. s there a process for establishing
supplier requirements and are they
clearly defined, communicated, and
updated to ensure that the supplier
understands expectations?
Approach: 15
Deployment: 25
3. Isparticipation evident in the
supplie‘r:"?a process to fully define and
translate into design parameters all
~ customer satisfaction requirements?
Approach: 15
Deployment: 25

4. Does a system exist to measure
supplier performance?

Approach: 3
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 5.0 Assurance of Quality
Products and Services

ITEM: 5.7 Supplier Quality

RATING
- FACTOR (F)

WEIGHT FACTOR

S8CORE

No.

QUESTION

10

—

W)

(FxW)

3.

Have the suggg’:r’s process
capabilities assessed and
considered in the establishment of
customer requirements?

Approach:

Does a program exist to provide
supplier training?
Approach:

Supplemental:

Credit for Supplier Quali the
quality of manfeprials, comptglghe::,
and services furnished by other
businesses is assured, assessed, and

. improved) not covered in the above

questions. Describe specifics.
Approach:
Deployment:

The total points assigned to Item 5.7 is
20 points. _

a5

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 20|
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SUPPLIER CERTIFICATION AND AUDIT

CATEGORY SUMMARY WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 5.0 Assurance of Quality Products

and Services

ITEM SCORE
SUM OF (FxW)
(From Item Worksheet)

No. ITEM

-,
—
o

5.1 Design and Introduction of Quality
Products and Services

5.2 Process Quality Control
5.3 Continuous Improvement of Processes
5.4 Quality Assessment

5.5 Documentation

5.6 Business Process and Support Service
Quality

5.7 Supplier Quality

CATEGORY SCORE = [SUM Column (i)]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

- 4
2
DATE: Q
. RATING w
CATEGORY: 60 Results FACTOR (F) L= [
o &©
IT EM:6.1 Product and Service Quality P o
Results | 8
No. QUESTION 3]16] 7 |10]w](Fxw)
1.  Isquality related data collected on
all mportant indices, rather than
“just a few?"
Results: 15
2. Do the metrics analyzed include
inputs, processes, and outputs, and
not just outputs alone?
Results: 15
3. Does the data presented show
continuous improvement?
Results: 15
4. Isthere evidence that when adverse
trends occur, causal factors are
determined and corrected? (Level of
ormance after adverse trend
should reflect the change)
Results: 1.5
5.  Are indices compared to ,
competitors and world-class leaders?
Results: 1.5
6. D:a;irequ in the data relillect ctll:';}t o
is gaining on, or has achiev:
?vorlgclass statgs?
. Results: 1.5
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. RATING
CATEGQORY: 6.0 Results FACTOR (F)

ITEM:6.1 Product and Servi i
tsan rvice Quality

WEIGHT FACTOR

SCORE

No. QUESTION o|3]s]7?

10

L)

w)

(FxW)

Supplemental:

Credjt for trends in Product and
Service Quality Results not cover -
in above questions. Describe

specifics.
Results:

The total points assigned
to Item 6.1 is 90 points.

18

ITEM SCORE » SUM OF COLUMN (FxW) [Tc.al cannot exceed 90 1}
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ITEM:6.2 Business Process,

ORGANIZATION:
DATE:
CATEGORY: 60 Results

Support Service Quality Results

Operational, and

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No.

QUESTION

10

(W)

(FxW)

Does quality data show little
variabg'ty, and does it consistently
meet or exceed standards set?

Results:

Is process quality data collected and
analyzed on important process
parameters?

Resuits:

Have data collection instruments
been properly calibrated, and have
data collection methods been
verified?

Results:

Have corrective actions solved the
root cause of problems and
prevented recurrence?

Results:

Have adverse trends in the process
quality data been fully explained and
understood? '

Results:

1.0

1.0

1.0

1.0

1.0
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

-4
9_
DATE: Q
RATING w
CATEGORY: 60 Results oS (F) s
ITEM:6.2 Business Process, Operational, and > S
: usiness a an
Support Service Quality Results z| 8
No. QUESTION 316|710 (W)](Fxw)
Supplemental:
Credit for trends in quality
improvement and current quality
levels for business processes,
operations, and support services not
c:ow:.re_‘c)le in above questions.
Describe specifics.
Results: 1.0
The total ts assigned
1nlﬁnn65§r;0podg;

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 50 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: x
DATE: 3
RATING u
CATEGORY: 60 Results P (F) e
PC] (1 o
ITEM:63 Supplier Quality Results v 3
E n
No. QUESTION 01 8] 6] 7 ]10](W)](FxW)
1.  Is defect data collected and analyzed
for suppliers?
Results: 1.0
2. Is suPplier "customer satisfaction
data” used as a main source
selector?
Results: 1.0
3.  Are the defect levels of suppliers
compared to the levels of world-class
suppliers?
Results: 1.0
4. Do trends in the data show
. continuous improvement by the
suppliers? '
: Results: 1.0
Supplemental:
Credit for trends and levels in
mtzgé suppliers and services
ished by other companies not
covered in above questions.
Describe specifics.
Results: 8
The total points assigned to Item 63 is
40 points.
ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 40 ]
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SUPPLIER CERTIFICATION AND AUDIT

CATEGORY SUMMARY WORKSHEET

ORGANIZATION:

DATE:

CATEGORY: 6.0 Results

ITEM SCORE
SUM OF (FxW)
(From Item Worksheet)

No. ITEM

_—
-
b4

6.1 Product and Service Quality Results

6.2 Business Process, Operational, and
Support Service Quality Results

6.3 Supplier Quality Results

CATEGORY SCORE = [SUM Column (1)]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: x
DATE: S
CATEGORY: 7.0 Customer Satisfaction RATING -
P ™ FACTOR (F) 5l w
o -4
ITEM:7.1 DetermmmgCustomer = o
Requirements and Expectations 5? a
No. QUESTION o3} 6] 7 {10](W)] (Fxw)
1.  Is there evidence that a process is
used to identify customer 1
nts, ctations an
Mt arc:xt,g be included on
new or existing products and
services?
. Approach: 3
Supplemental:
Credit for how the com
determines current and future
custamer requirements and
expectations which is not covered by
the above question. Describe
specifics.
Approach: : .6
The total tsnssi toltem7lis
30 points. poin pud
ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 30 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 7.0 Customer Satisfaction

ITEM:72 Customer Relationship
Management

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

(W)

(FxW)

1. Is there evidence that customers
know how and whom to contact with
questions, comments, or complaints?

Approach:

2. Is there evidence that the customer
data collected is acted upon and the
product or sexvice is changed to
satisfy the customer; are follow-up
contacts made to the customers
making the comments or
complaints?

Results:

3. Do customer contact personnel
receive training for handling
customer comments and complaints;
are there special selection

irements to screen applicants
for the selection of customer
contact personnel?
Results:

4.  Are there recognition and reward
programs for customer contact
personnel? ’

Approach:

Results:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. . RATING

WEIGHT FACTOR

SCORE

ITEM:7.2 Customer Relationship
Management

No. QUESTION ol 3| s] 7 [10] (W)] (Fxw)

5. Isthere evidence that customer
complaints are analyzed and acted

n?
"po Results: 1

Supplemental:

Credit for Custo(hgerml:elationship
effective management of its
relationships with ln;s cusi:m;rs and
relationships) not
mprovesmed in the above ons.

Describe specifics.
' Approach: 3

Results: g

The total points assigned to Item 7.2 is
50 points.

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 50 |
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: 3
DATE: 5
CATEGORY: 7.0 Customer Satisfaction RATING -
= FACTOR (F) Z ]l w
PC] (1 <
ITEM:73 Customer Service Standards o 8
2 D
No. QUESTION o| 36| 7 |10](w)](Fxw)
1. Are customer service standards
defined for all important aspects of
service?
Approach: S
2. Have the standards been derived
from customer expectations and
requirements?
Approach: S
3.  Are the standards
performance be reliably measured?
Approach: 15
Results: 35
4. Is data collected on the standards
and fed back to the customer
contact personnel for continuous
improvement activities?
Approach: K
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. . RATING

ITEM:73 Customer Service Standards

WEIGHT FACTOR

SCORE

No. QUESTION o]l 3] s8] 7 {10] (w)] (Fxw)

—

Supplemental:

e e Semie

tan com s

standards governing notpoovered in

the above questions. Describe
Approach: 1

Results: 3

The total points assigned to Item 7.3 is
20 points.

ITEM SCORE « SUM OF COLUMN (FxW) [Total cannot exceed 20 |
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

The total points assigned to Item 7.4 is
15 points,

ORGANIZATION: <
DATE: §
CATEGORY: 7.0 Customer Satisfaction RATING -
| FACTOR (F) Tl w
o [ d
ITEM:7.4 Commitment to Customers = 9
3 @
No. QUESTION 8]16] 7 |10] (W] (FxW)
1.  Are repair policy and practices
com| to competitor’s and
world-class organizations?
Approach S
2.  Is there evidence that repair data is
used to im&rove the product or
service to the customer?
Results: S
3.  Are there trends to show continuous
reduction in the number of repair
claims processed and in the cost of
the repairs over the past few years?
Results: S
i Supplemental:
Credit for Commitment to
Customers not covered in the above
questions. Describe specifics.
Approach: 1
Results: 2

ITEM SCORE = SUM OF COLUMN (FxW) [Total cannot exceed 15 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 7.0 Customer Satisfaction

ITEM:7.5 Complaint Resolution for Quality
Improvement

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

i0

z

(FxW)

1.  Isthere evidence that customer
comments and complaints are fed
back to the cognizant individuals in a
timely fashion; is the data used for
continuous improvement of
processes, products, or services?

Results:

2.  Isthere a process for handling
customer comments and complaints;
does it include ing the causes
of the complaints; 1t provide for
continuous i ment in the
Prrowss e time and reduction of

ed tape

Approach:
Results:

3. Isthere evidence that analysis of the
data is used to implement
preventative and corrective actions
that result in elimination of the
complaint? '

Results:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 70 Customer Satisfaction

ITEM:7.5 Complaint Resoluticn for Quality
Improvement

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

£

(FxW)

Supplemental:

Credit for Complaint Resolution for
Quality Improvement (how the

com handles complaints,

resoives them, and uses complaint
information for quality
improvement) not covered in the
above questions. Describe specifics.

Approach:
Results:

The total points assigned to Item 7.5 is
25 points. -

lls
35

ITEM SCORE = S8UM OF COLUMN (FxW) [Total cannot exceed 25 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:
CATEGORY: 70 Customer Satisfaction

«7.6 ining Custom
ITEM ls):termm;:g er

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. - QUESTION Y

10

z

(FxwW)

1.  Have customer segments been
identified; do they include segments
such as: pilots, navigators,
maintenance personnel, supply
personnel, project management
personnel, vanious engineerin
personnel, manufacturing, an
contracting personnel?

Results:

2.  Is costomer satisfaction measured;
are metrics objective, reliable, and
measurable?

Approach:

Results:

3.  Are separate sets of data collected
on customer satisfaction for each
customer segment?

Results:

4. Is cuStomer'saﬁsfacﬁon data
collected on competitor’s products
and services?

Results:
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

CATEGORY: 7.0 Customer Satisfaction

ITEM:7.6 Determining Customer
Satisfaction

RATING
FACTOR (F)

WEIGHT FACTOR

SCORE

No. QUESTION

10

—

W)

(FxW)

5.  Isthere evidence that the collection
and comparison (to competitors) of
customer satisfaction data has
resulted in improvements on new
and existing products or services?

Results:

Supplemental:

Credit for Determining Customer
Satisfaction (what methods the
company uses to determine
customer satisfaction, how the
information is used in quali
improvement, and how methods for
determining customer satisfaction
are improved) not covered in the
above questions. Describe specifics.

Approach:

Results:

The total points assigned to Item 7.6 is
20 points.

15

ITEM SCORE » SUM OF COLUMN (FxW) [Total cannot exceed 20 ]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:

o
2
DATE: Q
s RATING b
CATEGORY: 7.0 Customer Satisfaction FACTOR (F) - w
o [
ITEM:7.7 Customer Satisfaction Results g 9
-
No. QUESTION s|s| 7 |10]w]Fxw)
1.  Is there evidence of trends showing
continuous improvement in
measures of customer satisfaction
for each of the various customer
segments over the past few years?
Results: 7
Supplemental:
Credit for trends in Customer
Satisfaction Results not covered in
the above questions. Describe
specifics.
Results: 14

The total points assigned to Item 7.7 is
70 points.

ITEM SCORE » SUM OF COLUMN (FxW) [Total cannot exceed 70 )
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SUPPLIER CERTIFICATION AND AUDIT

CERTIFICATION and AUDIT WORKSHEET

ORGANIZATION:

ez Sa o w
seglzg| B
DATE: tb.u: - 3 - 8 E
. 58|z =¢
TEAM LEADER: gyl a8 z w
o el < o wa
we<lor| 28
55‘;2 g w o
-]
No. CATEGORY (s)]| (P) ] (s/P)x100
1.0 Leadership 100
2.0 Information and Analysis 70
3.0 Strategic Quality Planning 60
4.0 Human Resource Utilization 150
5.0 Quality Assurance of 140
- Products and Services
6.0 Quality Results 180
7.0 Customer Satisfaction 300

TOTAL SCORE = SUM OF COLUMN (8)
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SUPPLIER CERTIFICATION AND  AUDIT

CATEGORY SUMMARY WORKSHEET

ORGANIZATION: _
ws e
& X X
DATE: gL 5
W ;
=0 €
CATEGORY: 7.0 Customer Satisfaction ws 8
~® E
o
]
No. ITEM )

7.1 Determining Customer Requirements and
Expectations

7.2 Customer Relationship Management
7.3 GCustomer Service Stan‘dards

7.4 Commitment to Customers

7.5 Complaint Resolution for Quality
improvement

7.6 Determining Customer Satisfaction

7.7 Customer Satisfaction Results

7.8 Customer Satisfaction Comparison

CATEGORY SCORE = [SUM Column (i)]
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SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION:
DATE:

. . . RATING
CATEGORY: 7.0 Customer Satisfaction FACTOR (F)

ITEM:7.8 Customer Satisfaction
Comparison

WEIGHT FACTOR

SCORE

No. QUESTION oj]3}s]7|10

o

w) | (FxW)

Supplemental:

Credit for Customer Satisfaction
Comparison (how the company’s
customer satisfaction compares to
competitors) not covered i the
above questions. Describe specifics.

Results: N

The total points assigned to Item 7.8 is
70 points. '

ITEM SCORE « 8. Y= COLUMN (FxW) [Total cannot exceed 701
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_
‘ | SUPPLIER CERTIFICATION AND AUDIT

ITEM WORKSHEET

ORGANIZATION: 3
DATE: §
CATEGORY: 70 Customer Satisfaction RATING -
= FACTOR (F) El w
«
ITEM: 7.8 Customer Satistaction A
Comparison 3 @
No. QUESTION of3fs|7|10]W](Fxw)
1. Arecom ofcustdmer
e L e
customer segments?
| Results: 175
2.  Isthere evidence to show that
customer satisfaction levels have
continuously improved over the past
few years?
Results: 1.75
3. Isthere evidence that customer
:ﬁfﬂ?bndnakuufﬁ;ﬂw
tegic management and quality
lanning process to chart a course to
gecomingwoﬂd-class?
Results: 175
4. Is there evidence that decisions
made based upon customer
satisfaction data have resulted in
progress towards becoming world-
class?
Results: 1.75
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MISSION

OF
ROME LABORATORY

Rome Laboratory plans and executes an interdisciplinary
program in research, development, test, and technology
transition in support of Air Force Command, Control,
Communications and Intelligence (C3I) activities for all
Air Force platforms. It also executes selected
acquisition programs in several areas of expertise.
Technical and engineering support within areas of
competence is provided to ESC Program Offices (POs) and
other ESC elements to perform effective acquisition of
C3I systems. In addition, Rome Laboratory's technology
supports other AFMC Product Divisions, the Air Force user
community, and other DOD and non-DOD agencies. Ronme
Laboratory maintains technical competence and research
programs in areas including, but not 1limited to,
communications, command and control, battle management,
intelligence information processing, computational
sciences and software producibility, wide area
surveillance/sensors, signal processing, solid state
sciences, photonics, electromagnetic technology,
superconductivity, and electronic
reliability/maintainability and testability.




